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Introduction 

The IRS Free File Program provides eligible low-income taxpayers with easy 
access through IRS.gov, (https://www.irs.gov/) which offers a list of all "free 
file offerings" on an IRS-hosted web site. Under the agreement, Free File 
Alliance members offer both free online tax preparation and free e-filing 
services. There is no cost to qualifying taxpayers for Federal returns. 

Agency leadership has engaged MITRE to conduct an independent 
assessment of the IRS Free File Program to ensure continued operations 
and integrity of the program. A component of this assessment included 
an expert review of the taxpayer experience with IRS Free File Program to 
assess the usability of accessing the Free File Program on IRS.gov. 

Approach 

Four MITRE Human Factor Engineers reviewed the user interface in July 
and August of 2019 with two key tasks in mind: determine how to file 
taxes for free, and, identify a company to use for free tax filing with IRS 
Free File. The evaluators assessed the web pages against recognized 
usability principles, called heuristics. A Heuristic Evaluation is an expert 
usability inspection method for software applications that helps to 
identify usability problems with the user interface. The set often 
heuristics selected were developed in 1994 by Jakob Nielsen [1], and 
have become well referenced criteria for describing usable interfaces 
within the User Experience community. Issues observed under each 
heuristic were aggregated and assigned severity ratings based on 
whether the issue interferes with the user’s ability to complete the task. 

The IRS requested that MITRE review the user experience beyond the 
Free File landing page and application on IRS.gov. This evaluation 
includes any issues observed in web search, provided examples of 
marketing communications, IRS.gov search and IRS.gov navigation to 
describe potential user pain points from common touchpoints along the 
overall experience. 

1 Nielsen, Jakob. (1994). Heuristic evaluation. In Nielsen, J., and Mack, R.L. (Eds.), Usability Inspection 
Methods, John Wiley & Sons, New York, NY 
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Method 

Objective 

Identify areas of improvement for the user experience on IRS.gov through 
independent, aggregated findings that: 

o Determine potential usability issues with searching, navigating and 
using the IRS Free File application 
o Prioritize identified usability issues via severity ratings 
o Provide design recommendations for improving IRS Free File 

Procedure 

o Evaluators inspected the search, navigation, and Free File application 
several times against a checklist of Nielsen’s 10 usability heuristics 
o Observations by heuristic were aggregated and agreed upon by 
evaluators 

o Each observation was assigned a 1-5 severity score that rates the 
difficulty for the user to complete the task at hand (see “Severity 
Level & Description” below) 

o When available, Google Analytics and Search data was pulled to 
provide additional context to pages observed 
o Examples of marketing materials for Free File provided by IRS were 
also reviewed and assessed for design clarity and consistency 

Dashboard Scoring Criteria 

A Heuristic Evaluation Dashboard (pg. 6) displays the lowest severity level 
score identified in each category. An overall score across all heuristics is 
tallied and a percentage score is determined. 


Severity Level & Description 

5 

No observed usability problems related to this heuristic 

4 

Nuisance problems identified 

3 

Minor usability problems 

2 

Major usability problems 


Severe usability problems (possible user failure) 


Note: Too many nuisance severity issues can be as bad as Minor or Major severity. 
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Nielsen’s 10 Usability Heuristics 

Jakob Nielsen's 10 general principles of usable interfaces 


Nielsen’s 10 Usability Heuristics 

Visibility of system 
status 

The system should always keep users informed about what is going on, 
through appropriate feedback within reasonable time 

Match between 
system and the real 
world 

The system should speak the users' language, with words, phrases and 
concepts familiar to the user, rather than system-oriented terms. Follow 
real-world conventions, making information appear in a natural and 
logical order 

User control and 
freedom 

Users often choose system functions by mistake and will need a clearly 
marked "emergency exit" to leave the unwanted state without having to 
go through an extended dialogue. Support undo and redo 

Consistency and 
standards 

Users should not have to wonder whether different words, situations, or 
actions mean the same thing. Follow platform conventions 

Error prevention 

Even better than good error messages is a careful design which prevents a 
problem from occurring in the first place. Either eliminate error-prone 
conditions or check for them and present users with a confirmation option 
before they commit to the action 

Recognition rather 
than recall 

Minimize the user's memory load by making objects, actions, and options 
visible. The user should not have to remember information from one part 
of the dialogue to another. Instructions for use of the system should be 
visible or easily retrievable whenever appropriate 

Flexibility and 
efficiency of use 

Accelerators -- unseen by the novice user -- may often speed up the 
interaction for the expert user such that the system can cater to both 
inexperienced and experienced users. Allow users to tailor frequent 
actions 

Aesthetic and 
minimalist design 

Dialogues should not contain information which is irrelevant or rarely 
needed. Every extra unit of information in a dialogue competes with the 
relevant units of information and diminishes their relative visibility 

Hep users 
recognize, 
diagnose, and 
recover from errors 

Error messages should be expressed in plain language (no codes), 
precisely indicate the problem, and constructively suggest a solution 

Help and 
documentation 

Even though it is better if the system can be used without documentation, 
it may be necessary to provide help and documentation. Any such 
information should be easy to search, focused on the user's task, list 
concrete steps to be carried out, and not be too large 
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Heuristic Evaluation Dashboard 


SUMMARY 

The majority of usability issues, in eight of 
the ten heuristic categories, were found on 
the Free File landing page and Lookup Tool. 
Overall, while there’s room to improve 
Search and Navigation, few usability issues 
were identified by the evaluators. 


Score range 


85% to 100%. Area of strength. 



70% to 84%. Room for improvement. 
0% to 69%. Area of weakness. 


Nielsen’s 10 Usability 
Heuristics 

Searching for Free 
File 

IRS.gov Navigation 
to Free File 

Landing Page & 
Lookup Tool 

Visibility of system status 

5 

5 

5 

Match between system and 
the real world 

5 

3 

3 

User control and freedom 

5 

5 

5 

Consistency and standards 

5 

4 

2 

Error prevention 

5 

5 

2 

Recognition rather than 
recall 

5 

5 

5 

Flexibility and efficiency of 
use 

3 

4 

2 

Aesthetic and minimalist 
design 

5 

5 

2 

Help users recognize, 
diagnose, & recover from 
errors 

5 

5 

3 

Help and documentation 

5 

5 

2 

Total 

48 

46 

31 

User Experience Score 

96% 

92% 

62% 
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Findings Summary 

Search 

It is difficultto pick the IRS Free File program out of the many “free” offerings from vendors when 
browsing the internet. When clicked on, the IRS Free File landing page does not give a good first 
impression that the page supports the goal of filing for free, nor does it support users in quickly 
scanning what options are available. 

Navigation 

There are multiple prominent links to Free File from within the IRS.gov website, but the over-reliance 
on the program name, and some inconsistent terminology in the link labels may be confusing. Only one 
prominent link on the homepage uses task-oriented language. There are similar-sounding avenues that 
Free File-eligible taxpayers may try to follow if they are not well-acquainted with the Free File program, 
for example, “Get Answers to Your Tax Questions,” “File > Individuals,” “File > How to File.” Also ensure 
that users can get to Free File from places in IRS.gov besides the home page in case users become lost 
within the site during their search. 

Landing Page & Lookup Tool 

Overall on the landing page, the software offer descriptions and Lookup Tool appear intimidating and 
overwhelming. The landing page and Software Offers pages are text-heavy, difficult to scan, use 
unfamiliartaxjargon and does not clearly present the next step to users. On the landing page, the 
primary call to action to the Free File application is hard to find and misleading. The call to action is 
hidden below the fold and clicking on the button does not start the filing process for users. The eye is 
drawn equally to “Start Free File Now” and “Start Fillable Forms Now,” and the two are not visually 
presented as a list rather than as options to compare. The eye is drawn equally to “Start Free File Now” 
and “Start Fillable Forms Now,” and the two are not visually presented as a list rather than as options to 
compare. 

The Software Offers page uses overly technical or unfamiliar terms like “software” and “lookup tool.” 
The list of vendors and their criteria is impossible to scan: users must read inconsistently formatted 
bullets with conditional statements that are difficult to understand. If the user selects a vendor, there is 
no indication that an external website will load in their browser page, requiring users to hit the back 
button repeatedly to compare options. The term “lookup tool” is vague and does not give users a sense 
of what action they are truly doing. The tool itself requires information the user is not likely to know 
and takes them out of the page if they click on a link in an information modal to determine their 
eligibility. 

Marketing 

The marketing materials are user-friendly, but the messaging communicated could be improved for 
clarity and consistency with each other and the IRS brand. 
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Opportunities 

Free File awareness 

Free File is referred to as a “known” program throughout the messaging in the promotional 
materials. Given that so few taxpayers participate in the program, it’s likely the awareness and 
understanding of the name “Free File” would be low for the average taxpayer. MITRE recommends 
explaining what the Free File program is to people who have never heard of it in very plain and 
simple language. MITRE recommends gathering foundational knowledge to support further testing 
on the value of name recognition on the IRS website. Users rely on finding what they need based on 
terms they already know (e.g. Form 1040). 

In general, the Free File program is never clearly explained with its purpose and requirements, and 
how to participate. The way it’s referred to throughout the site makes it seem as though it’s very 
well advertised and explained, making the users feel they may have missed something and fumble 
through the action buttons presented to them without much purpose. Advertising could be used to 
educate taxpayers on the nature of the Free File program, which would help them use it efficiently 
and effectively. 

Keep language easy to understand 

Words like ’’software,” ’’efile,” “AGI” and “EITC” are used repeatedly in relation to Free File when 
those words may not mean anything to the average user. Avoid compliance-oriented language in 
favor of service-oriented language by providing more plain language descriptions of tax terms and 
IRS programs. This is applicable to links and buttons too; for example, the “Start Free File Now” 
button would be easier to understand if it read something akin to “Find Software to E-File for Free.” 
Using the word “software” is misleading and outdated for users since the Free File program and 
offerings aren’t something they need to install. Given that the programs are accessible from mobile 
devices, MITRE recommends using words like “online” or’’website” or “program.” 

Rethink the program presentation with the novice in mind 

Determining eligibility for the Free File program may be intimidating to taxpayers. The vendor 
requirements are complex, and the Lookup Tool uses jargon in some questions. Where possible, 
attempt to reduce the complexity of the vendor requirements for the program. When relevant, 
structure information so it is easy to understand and compare, e.g. clearly separating AND and OR 
criteria in vendor offering descriptions and ordering field types the same way across offering 
descriptions. 

Keep users within the task at hand 

The Lookup Tool assumes taxpayers are knowledgeable of their adjusted gross income and 
eligibility for the Earned Income Tax Credit. For novice taxpayers, the help text is not written in 
plain language, and references content and calculators outside of the tool. This forces users to 
leave their current task at hand and work on what might feel like an unrelated task, increasing the 
chance they do not return to participate in the Free File program. If an eligibility requirement 
includes knowledge of a program or calculation that is not commonly known, provide a simple 
calculator within the tool itself. 


MITRE 


I 8 I 


DDc ncricmMAi _ cn d imtcdmai idc iaip.i i icc hmiv _ mot cod di idi ir dci cacc 


rruz-uc^iDiuivML — run i im i ci\imml ii\d vvom udc uimlt — imu i rui\ ruout i\clcmdc 


Opportunities 

Clearly outline Free File options upfront 

Determine the primary business goal of the page(s) and use it to drive layout and content 
development. For example: If the primary goal of the landing page is to move people towards 
exploring their eligibility and the options available, use a task oriented approach. Provide “Income 
below” and “Income above” boxes above the fold, with buttons that clearly describe the next step in 
the process. The landing page buries the actual “Start now” process behind many clicks. 

Improve the overall readability by developing content from “bite, to snack, to meal” [2] that supports 
the primary business goal of the page. Ensure that the primary conclusions of the content are 
summarized within titles, heading and initial content. Make sure distinct topics are separated on the 
page (one sentence paragraphs are fine) and aim to use key words (like state, income, military) within 
the first few words of a sentence. 


Branding strategy 

The IRS marketing, public release, and social media presence around the Free File program does not 
have a consistent voice, purpose, or strategy. The design of the visuals connected to the various forms 
of social media all follow different styles and themes, making it difficult to thread together a coherent 
brand fora taxpayer. The IRS loses credibility by disorientingthe user with different fonts, page styles, 
and calls to action. MITRE recommends creating an overarching communications strategy around Free 
File that matches the style of the rest of IRS branding with specific calls-to-action and educational 
materials to teach those unfamiliar with the program about how to participate. When links take the 
user out of IRS.gov, such as the vendor offering links, clearly indicate that the user will leave IRS.gov 
with logos and icons. 

Continuous improvement 

When determining the primary business goal of the Free File page(s), capture baseline metrics from 
web analytics, usability testing and overall satisfaction scores. For example, Appendix page 20 shows 
that only 32% of users click through to the application from the Free File landing page, in comparison 
to 76% from the Refunds landing page to the application. While it’s not a direct comparison (a very 
different audience and goal), it poses two questions: are the right users navigating to the landing page, 
and can the number of eligible users who navigate to the app increase (by say, content and user 
interface updates)? Use captured baseline metrics to compare the performance of future redesigns 
against program goals. 

Error prevention 

Help users through the basic steps of determining an estimated AGI and eligibility for EITC to prevent 
errors. Aim to keep them within the page while doing so, ex. with an in-page wizard or more 
descriptive eligibility text in the tool. For Age, use more descriptive labeling or update the question so 
it take less thought (birthday versus age on prior date). Include links to tillable forms and back to the 
offers page. Incorporate primary site navigation into the application like the new withholding tool. 


2 Jarrett, C., Redish, J., Summers, K., Straub, K. (2010). Design to Read: Guidelines for People Who Do Not Read 
Easily. User Experience Magazine, 9(2). Retrieved from http://uxpamagazine.org/people who do not read easily/ 
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Opportunities 

Support search 

Identify new ways to help users pick IRS Free File out of the sea of “free” offers in the most prominent 
search engines. Consider and test all available options: from paid search advertisements to more task 
oriented headers that include “IRS” within the first one ortwo words (so that users can scan and 
immediately identify the result with the IRS). To improve search within IRS.gov, use a wider variety of 
search terms to return the “Best Bets” (or include one or more target results for a specified search 
query in the Elevate file). 

Develop a design challenge to improve offers list 

The list of vendors is impossible to scan for eligibility criteria. If the eligibility requirements remain 
complex, consider exploring alternative designs. See pages 42-43 in the Appendix for ideas. Continue 
to conduct usability testingto ensure it is easily understood and scannable. 
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IRS.gov Free File UX 
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Google Search for “Free Tax Filing” 



The search term “free tax filing” is 63% of total traffic for a given set of 108 keywords (1/1/19 - 
4/30/19) [3] 


Google 


l * 


Q AJ HD Nfwi O Shoppng 0 Map* 0 Book* I Mor* Setting* Tool* 

About 1.180.000.000 results (0 95 second*) 

FreeTaxUSAS Official Site I Always Free I FreeTaxUSA.com 

(S) www.freetaxusb com/OfficiaLSIte * 

Fra* tax filing for simple and complex return* Guaranteed maximum tax refund $0 Federal. 
Always Free Guaranteed 100% Free Fed 100\ Free Federal Fihng Guaranteed Aocwate Riled 
4 8 out ef 5 Start Authored IRS E-Filer Fmteat Refund Poaa*i* 


Sign In To Your Account Returning User Sign In 

Sign In f*om Mobie or Other Device Feat 8 Simple FMaft a Today* 

Quick 8 Acoaata • Finish it Today! E-FUa 30 Mint or Leu - Any Oewca 

File Taxes for Free I E-file.com® Official Site 

Qg) www e-We com/ » 

File Yota Taxaa Online for Frea Free IRS E^Ue at E Ale com* Fastest Refund* Possible Type* 

Federal Taa Return* State Tax Returns, IRS Tax Extensions 

File Taiet for Free How To File For Free IRS E-Me Now Open E-file.com* - Here 

FreeFedtrtf-I040ez SO00-FreeIRS 1040 mS oftware More* 

H&R Block® Official Site I Get Help Filing Your Taxes 

(SO wwwhrbtock com/ • 

At H8R Block*. Whan You See isWiat You G« You Can Renew Our Pnong Before You F8e 

Use IRS Free File to File Taxes for Free I Internal Revenue Service 

https //www its gov/newsroom/us* as free file tpTiie-laxes for fre* * 

IRS Tas Tip 2017-01. January 24.2017 Jon lit# mflKma of Americans who satoly Me twv tar** 
and save money utmg IRS Free File Taipwyer* can use erther 

Free File: Do Your Federal Taxes for Free I Internal Revenue Service 

https//www its gcw/filirig/free Me<k>- your■ fectoraMaxes for free * 

Jun 24,2019 Frea Hie ts a fast. safe, and free way to do your federal lax ratum online Prepare 

end e-Me your ratum lo tfw MS with tree ux software or 

About the Free File Program Fiee File Software Offer* Free File FflaWa Form* 

100% Free Tax Filing, $0 Fed. $0 State I Turbo Tax® Free - Intuit 

https //turbolax intuit coirVpersonat-taxvs/onJang/frM-odrtion jsp * 

***** Rating 4 8 37.973renews Free 

File your taxes for tree with TurboTax Free EdWon You* pay nothing to M* simp 14 federal and 
state tax rehena online and get your maxxmum refund. 

Fitotg Tax Form 1099HMT CNId Tax Credit Summary of Federal Tax Law... 


People also ask 

Where can I Me my taxes for free? 

Is Turbo Tax really free? 

How do I get TurboTax for free’ 
is TurboTax free 2019? 


FreeTaxUSA® FREE Tax Filing, Online Return Preparation, E-file ... 

https //www freetaxusaconv/ * 

100% Free Tax Filing EM* your tax return directly to the IRS Prepare federti and state income 

taxes online 2018 tax preparation software 

Products 8 Pncing Prior Year Support After You File 

Free Tax Filing Online I $0 Federal & $0 State I TaxSIayer® 

https//www taxsiayer.com/products/taxslayer-free-tax-fktoig • 

***** Rating 8 6/10 - 4.614 review* 

File your federal and state taxes or*ne for FREE with TaxSIayer* team about our free online lax 
Mng services and receive your maximixn refund today 4 


Free Online Tax Filing | H&R Block® 

httpsV/www hrblock.com/ontoie-tax-filing/free-oiitoie-tax-fkling/ » 

***** Rating 4 6 - 64.915 renews - Free 

File your tax** online for ft** with H8R Block Fro* Edition F*e free taxes onkne with an easy-So¬ 
us* tax preparation system from H8R Block 

Free Tax Filing Online - $0 State/Federal | Credit Karma Tax® 

https7/www credltkarma com/tax/ • 

Credit Karma Tax* is 100% fra* w/ Max Refund Guarantee. Audit Defense 8 Product Support' 

If you already filed your extension, you can tlill M* for fra* 

5 Things to Know About Free Tax-Filing Services | Credit Karma 

hnps//wwwcr*drtk»rma com/t»x/ 75-things-to-krow-obout-ff**tax-Ming * 

Sap 28.2018 Before deciding on a fra* tax filing sanrtca. do your homework lo thoroughly 
evaluate your opaent - Just e* you would for any finenciel 

Free Tax Filing, File Taxes Online 100% Free - Fed & State I DIY Tax® 

https//www freetax com/ » 

Ft** on toe lax filing for federal and state neon* tax returns FMe your taxes 100% ha* wrth 
100% accuracy guaranteed No payment required Gal started now! 

Tax Day 2019: How to find free tax filing online this year - Business... 

https //www businessinsxter com/free-tax-fitoig-online-lax-<lay-2019-1 - 

Apr 8 2019 - The IRS hat a Ira* tax filing portal whet* you can file your federal tax return for free 

online if you made less than $66000 m 2016. 


Related search 

Tax preparation organizations 

, ixSI. itui MTF QtUFA* 

HSR Block TaxSIayer Irauft Liberty Tax Naoonal Equifax 

Sarvic* Aitookl 
olTaxPr 


Ratotad search 

United states tax Free states 

4 


Free File Tax return Tax Day IRS tax 

forma 



Searches related to free tax filing 


free tax fitng 2018 
he* tax filng for low meom# 
ft** tax filng near me 
free tax fling 2019 


free tax fling apps 
totally Ire* tax fitng 
best online tax fling 
turbo tu fra# 


Goooooooooogle 


Screenshot from August, 2019. 


# 

Heuristic 

Level 

Observation 

1 

Flexibility and 
efficiency of 
use 

3 

The IRS has the top two Google search results below three paid results but 
scanning the search results page is challenging due to the repetitive language. 

The truly free program offered by the IRS does not stand out well from industry 
paid offerings. 


3 Web Search Keyword Research, MITRE Corp August 8, 2019 
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First Impression of Free File Landing Page 

Above the fold view of IRS.gov Free File landing page from a Google Search, August 2019 



File Pay Refunds Credits & Deductions 

Horn* > File > Individuals > How to File > Free File: Do Your Federal Taxes for Free 

Free File: Do Your Federal Taxes for Free 


Forms 1 Instructions 


Individuals 

How to File 

Determine Filing Status 
Free File 
e-File Options 
Mailing Addresses 
When to File 
Where to File 
Your Information 


English | Es panol | I £3°1 I Pv cckhh | Itfogttel 

0 Free File is open for business! 

Click the Start Free File Now button to file your FREE federal return. Also available in Es parto!! 

The new tax law may affect your tax return. R 


Welcome to Free File, where you can prepare and File your federal individual income tax return for free using tax-preparation- 
and-filing software. 

Let Free Fite do the hard work for you with brand-name software or Free File Fillable Forms. 

Choose a Free File option based on your income: 

Income below $66,000 


2.8M linked from outside of IRS.gov directly to the Free File page. 


1 


File your taxes your way with H&R Block 


QTaxSJayer 


g 

Free File: Do Your 
Federal Taxes for Free 


English i EsRSQfil I I £S21 I 

PytCKHM I lifiDgViel 


O 

Free Fite is open for 
business! 

Click the Start Free File Now 
button to file your FREE federal 
return. Also available 
inEsgaM! 

The new tax law may affect your 
tax return. Review IRS 
Publication 5307 . Tax Reform 
Basics for Individuals and 

Cam iliac /Pnn 


Mobile view (-20% 
of traffic). 



Examples of the first impression of other sites from the top search term “free tax filing.” 


# Heuristic Level Observation 


Flexibility and 
1 efficiency of 
use 


5 


When searching for information, users are likely to quickly scan and focus in on 
items relevant to their search [ref]. Tax industry websites that appear on the first 
page of a google search for "free tax filing" provide visually prioritized items with 
a high "information scent" for the task (determine where to file for free), like a 
call to action labeled "file for free" and dollar amounts (in this case, $0.00). 


2 


Flexibility and 
efficiency of 
use 


3 


The Free File landing page appears text heavy, with the key headers on the page 
indicating FF is open for business, and to choose an option base on income. 
Without slowing down to read, the user does not get a quick sense that this page 
meet their primary goal, nor does it map out the next step in the workflow. 
Consider additional usability testing on design improvements and prompt for first 
impressions when users arrive at the FF landing page. Probe to understand how 
they perceive the site, and if they see a clear call to action. 
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# 

Heuristic 

Level 

Observation 

1 

Flexibility... 

5 

First two links related to Free File. 

2 

Flexibility... 

4 

Three links to Free File related pages, but they appear a bit down the page. 

3 

Flexibility... 

5 

These results appeared to be “featured” in a box at the top of the page 
including images. Users will be more likely to click. 

4 

Flexibility... 

3 

No results leading to the Free File landing page for this search term. 
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IRS.gov Free File UX 

Navigation 



DDC.ncricinMAi _ cn d imtcdmai idc imp.i i icc hmiv _ mot cod di idi ir dci cacc 




rruz-uc^iDiuivML — run i im i lmimml ii\d vvom udc uimlt — imu i rui\ ruout i\clcmdc 


Navigation to Free File Landing Page 

Key metrics related to the Free File landing page 1/1/19 - 4/30/19 




Forms and Instructions 


1040 and Schedules 1-6 Other 1040 Schedules 

Indmdud T«« Mum_mtenruopn About I hr 0»w» 


Form W-9 

MfquvM *x T*«s»»y*r 


Search Forms & Instructions 


342.9K linked from the File megamenu 


# 

Heuristic 

Level 

Observation 

1 

Flexibility and 
efficiency of 
use 

5 

There are three one-click paths to the Free File landing page on the home page, 
which is excellent. 

1 

Match 

between 

system 

3 

Labeling and descriptions rely heavily on the name of the program, ’’Free File” 
versus the task at hand, filing taxes online for free. Users may be unfamiliar 
with the program name. 

1 

Consistency 
and standards 

4 

There is, however, a slight variation on how they are worded: “File your taxes 
forfree,” “Free File,” and “IRS Free File.” 
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Navigation to Free File Landing Page 

Key metrics related to the Free File landing page 1/1/19 - 4/30/19 



HMM > Filing 

Filing for Individuals 


English | EswmI I I | Pyccwutf | Ii&gVi«l | hKyQUynytn 


How to File 



How to Fite 
Wh*n to Fite 
Where to File 
Your Information 
Students 
Employees 
Parents 


Keep your taxes on the right track 

0 • Didn’t File Yet? IPS Free File available until Oct IS. 

• It pays to check vour withholding now to get a refund (or owe less) next year. 

• See Fax Payment Options if you couldn’t pay the amount due by the April deadline. 


What You Need to Know 

Buany people are required to file U.S. tax returns annually, while others choose to file in order to claim credits or other 
■benefits 


Seniors & Retirees 

International Taxpayers 
Businesses and Self-Employed 
Government Entities 



Popular 

• Where’s M v Refund? 

• Of, ft ... 

• Fi< ng oast due returns 

• Understanding Your !RS Note* or Letter 

• FiXi'Correrta Return 

• Where's My Amended Return 


Forms & Instructions 

• Form 1040 

• form 1040 X 

• Form 2841 

• Identity Protection; Prevention, Detection and Victim 


136.7K linked from /filing. Note: there was no Free File link 
on the page in this timeframe (traffic may be from 
megamenu). 


English | Es oatol | ££LlXfl) £351I Pyt L&m | McgYi^t 


w electron^Wing options for individual tax pa yers art listed below. For businesses and other taxpayer audiences, see the 
'links to the leh^ 


Use IRS Free File* your adjusted gross Income « $66,000 or less, 

If you are comforwbte doing your own taxes, try Free Fite FilUbte forms. 


Use a Free TanReturn Preparation Site 

The IRS Volunteer IncAe Tax Assistance (VITA) and the Tax Counseling lor the Elderty (TCEI programs offer free tax help and e 
file for taxpayers who Miai<fy 


fa l Software 

Use commercial Ax prep software to prepare and file your taxes. 
Transmitted thrAgh IRS approved electronic channels. 


rized e-file Provider 

icepted by our electronic filing program are authorized IRS e-file providers. 
• They are qualified to prepare, transmit and process e-filed returns. 


E-File options is the top IRS.gov page that drives traffic to Free File: 1.2M 
linked from /filing/e-file-options. 


# 

Heuristic 

Level 

Observation 

1 

Flexibility and 
efficiency of 
use 

4 

No clear or prioritized workflow through the ‘File’ pages (based on the top one 
or two tasks users want to accomplish). Headers are not task-oriented, and call 
to action buttons are used with no priority. 

2 

Flexibility and 
efficiency of 
use; 

Consistency & 
standards 

4 

“Use...,” “Use...,” “Use...,” and “Learn More” in a repeated vertically makes the 
options difficult to scan. 
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Free File Outreach on IRS.gov 

Key metrics related to the Free File landing page 1/1/19 - 4/30/19 

IRS Call to Action located on /individuals pages: 
o 28.2Kfrom/individuals/students 
o 26Kfrom /individuals/seniors-retirees 
o 16.6K from /individuals/international- 
taxpayers/taxpayers-living-abroad 
o 3.8K from/individuals/military 


n 

“ IRS Free File 

IRS Free File Pro g ram 
File your own taxes for free. 


Get ready for your refund 

The new tax law may affect the refund you expect. Review Publication 5307 . Tax Reform Basics for Individuals and Families for 
more information. 

If you claim the Earned Income Tax Credit or Additional Child Tax Credit , the IRS cannot issue refunds before mid-February. 

Renew your Individual Taxpayer Identification Number (ITIN) 

If you use an ITIN to file, make sure it hasn’t expired. Visit IRS. g ov/ITIN for more information. 

Get ready to file 

The 2018 Form 1040 is a redesigned form and replaces Forms 1040A and 1040EZ. 

If you file electronically, you will need your 2017 Adj usted Gross Income ( AGO to sign your return. If you’re using the same tax 
software you used last year, you will not need to enter your prior year information to electronically sign your 2018 tax return. 



108.3K from /individuals/steps-to-take-now-to-get-a-jump-on-next-years- 
taxes 



What's Hot 
News Releases 
Multimedia Center 


IRS Tax Tip 2017-01, January 24,2017 

Join the millions of Americans who safely file their taxes and save n^ney using IRS Free File . Taxpayer? 
brand software or Tillable forms - for free. Combining IRS Free File wi^N|B^l£Eositjsth£fliiiyi 0 (Wnd 
refund. 


an use either name- 
safest way to get a 


Here are some tips about IRS Free File: 


Tax Relief in Disaster Situations 1- Get Started at IRS.gov. IRS Free File is available only through IRS.gov. Simply choose a Free File company and then click on 


74.6K linked from /newsroom/use-irs-free-file-to-file-taxes-for-free 


Heuristic 

Level 

Observation 

Match 

between 

system... 

3 

Using the program name as both the header and the “call to action” versus “file 
your own taxes for free” does not match the user's potential workflow. 

Flexibility and 
efficiency of 
use; 

Consistency & 
standards 

4 

“Use Free File” competes with four other options and does not educate the user 
about the program or convince them to click it. If unfamiliar with the program, 
it is unlikely a user would choose that link. 
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Navigation Analysis of Free File and Where’s My Refund 

Traffic comparison between Free File and Refunds application, Google Analytics Data 1/1/19-4/30/19 



122,224,729 page 


views 


■ 


ir 


Free File 


https://www.irs.gov/ 

2,800,467 clicks 46,726,294 clicks 


Fr*» Flit: Do Tour Ft<tnil Tain f*r Frt« 


11,788,524 page 


views 


/f ree-f i le-d o-y o u r-fed e ra l-taxes. 

3,753,860 


WMR 



363,660,628 page 
'view* 



/refunds 

124,539,095 




31 , 84 % 



4 , 858,855 page 
=» views 


/app/freeFile/ 


795,619 

1 .O f 0 

RS 


Fre« File Software Lookup Tool 


1,618,040 page 
views 


/app/freeFile/jsp/wizard.jsp? 


76 . 10 % 


N/A page views* 


/irfof/lang/en/irfofgetstatus.jsp 


From their respective landing pages, 32% of users navigate 
from the Free File landing page to the app, versus 76% from 
the Refunds landing page to the app. While it’s not a direct 
comparison (a very different audience and goal), it poses two 
questions: are the right users navigating to the landing page, 
and can the number of eligible users who navigate to the app 
increase (by say, content and user interface updates)? 


MITRE 


* Due to being hosted on a website that is not considered IRS 

I 20 | 
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IRS.gov Free File UX 

Landing Page & 
Lookup Tool 
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Free File Landing Page (1/2) 



File Pay Refunds Credits & Deductions Forms & Instructions 


Home > Eilfi > Individuals > How to File > Free File: Do Your Federal Taxes for Free 

Free File: Do Your Federal Taxes for Free 


English | Es panol | cfrfr ( 1£M ) | | P yccxHH | Tign gViet 


Individuals 

How to File 

Determine Filing Status 
Free File 
e-File Options 
Mailing Addresses 
When to File 
Where to File 


O 


Free File is open for business! 

Click the Start Free File Now button to file your FREE federal return. Also available in Es panol! 
The new tax law may affect your tax return. I 



Welcome to Free File, where you can prepare and file your federal individual income tax return for free using tax-preparation- 
and-filing software. 

Let Free File do the hard work for you with brand-name software or Free File Fillable Forms. 

Choose a Free File option based on your income: 


# 

Heuristic 

Leve 

1 

Observation 

1 

Match between 
system and the 
real world 

4 

The eight-word header could be reduced and be more task oriented: (“File Your 
Taxes for Free” for example). Avoid using the brand name Free File at the start 
of the sentence and empathize the primary goal (filing for free). The page 
header is a key element of each webpage and should support users in quickly 
scanning the page. Help users understand they are in the right place by simply 
and succinctly titlingthe page. 

2 

Flexibility and 
efficiency of 
use; Aesthetic & 
minimalist 
design 

3 

By placing a text-heavy informational alert and introductory text at the top of 
the page, key elements of the layout are pushed below the fold. There is no 
task-oriented call to action link or button(s) above the fold, reduces the 
likelihood that users will quickly scan and identify they can proceed with their 
goal (determining which program best suits their goal of filing for free). 
Additionally, alert notifications usually charge the user with a responding 
reaction to their action; looks more like an error than a notification of 
information. 

3 

Match between 
system 

3 

The first few lines of content contains irrelevant and potentially unfamiliar 
terminology for users. For example, scanning the first two lines “Free File is 
open for business” and “Click the Start Free File Now button to file...” might 
not carry much direct meaning for those unfamiliar with the program. 

4 

Match between 
system; Error 
Prevention; 
Aesthetic and 
minimalist 
design; 

Flexibility & 
efficiency of use 

3 

“Click the Start Free File Now button...” is easy to miss and does not utilize the 
space well. There are two buttons below the fold that begin with “Start...”. 

5 

Match between 

4 

Educating users on new tax law is a critical goal, however it defeats the primary 
goal of this webpage. Such suggested content is better suited further down the 
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Free File Landing Page (2/2) 


Individuals 

How to File 

Determine Filing Status 

Free File 


Q Free File is open for business! 

Click the Start Free File Now button to file your FREE federal return. Also available in Es oafiol! 
The new tax law may affect your tax return. R 


e-File Options 
Mailing Addresses 
When to File 
Where to File 
Your Information 

Page fold - - 

Employees 

Parents 

Military 

Seniors & Retirees 

International Taxpayers 


Welcome to Free File, where you can prepare and file your federal individual income tax return for free using tax-preparation- 
and-filing software. 

Let Free File do the hard work for you with brand-name software or Free File Fillable Forms. 


Choi 


i Free File option based on your income: 


_ Income below $66,000 
"Free File Software 

• File your taxes with free, easy to use software 

• Free state return options are available 

• Usetl 

state return options 


Start Free File Now 


Free File Software Topics 


What You Need to Get Started 

Howto validate Your Return 


Businesses and Self-Employed 
Government Entities 


Income above $66,000 
Free File Fillable Forms 

• Must know how to do your taxes yourself 

• Does math; offers only basic guidance 

• You must have your 2017 tax return 

• State tax prep is not available 


Start Fillable Forms Now 


Free File Fillable Forms Topics 

• A v ailabl e Fo rms 

• Minimum Computer Requirements 

• Military & Forei g n Addresses 

• UsfiL's.Gmde 

• HfilR 


# 

Heuristic 

Level 

Observation 

6 

Aesthetic and 
minimalist design 

4 

“Free File” appears 18 times on the page. The repetition creates visual 
clutter that does not aid in the user’s task completion or education. 

7 

Match between 
system and the real 
world 

3 

Rethink the word “software” as most plain language word choice. To 
many, it means something that needs to be downloaded onto their 
computer, which may discourage them from proceeding. Those without 
desktop computers would also be turned off as software on mobile 
devices are commonly referred to as “applications.” 

8 

Match between 
system and the real 
world; Flexibility 
and efficiency of 
use; Error 
prevention 

3 

Clicking “start free file now” takes the user to another landing page 
where they will find the ’’software lookup tool.” Misleading expectation 
for users that want to start filing their taxes. Recommend being more 
specific to match the following page’s purpose, e.g. “Learn More about 

Free File” or “Browse Free File Options.” (Note that NNG recommend 
avoiding “using the phrase “Get Started” - it prematurely stops users in 
their tracks and diverts them away from other relevant information they 
might need.” 

9 

Match between 
system and the real 
world 

5 

Use of ’’income” is a conversational language choice versus “adjusted 
gross income.” Recommend continuing to use ’’income.” 

10 

Match between 
system and the real 
world; Flexibility & 
efficiency of use 

5 

The “Flow to Use Free File Infographic (PDF)” provides a simple, plain 
language and task-oriented overview of the Free File program. Consider 
making use of this content on the landing page. 


ITU I I XL. I-I 
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Free File Software Offers (1/2) 


Free File Software Offers 



If your adjusted gross income was $66,000 or less, you will find one or more free software options only available through Free File at IRS.gov. 
Review each company’s offer to make sure you qualify for your free federal return. 


2 


Some companies offer free state tax returns; some charge a fee. For more information, see software offers below and detailed information on 
company websites. The following states provide a free state tax return in partnership with private software companies via the Free File Alliance: 
AR, AZ, DC, GA, IA, ID, IN, KY, MA, Ml, MN, MO, MS, MT, NC, ND, NY, OR, Rl, SC, VA, VT, WV. Most of the tax software companies below provide a free 
federal return to active military personnel with an AGI of $66,000 or less. 

Browse the list of software offers below or use our tool. 


3 


5 


© Free File Software Lookup Tool 

Need help choosing Free File Software? Answer a few simple questions on income, age, state residence and more to find out which 
Free File software you can use. 


LOOKUP TOOL 

I 6 


Free File Software Offers 


eSmart Free File Edition 

ezTaxReturn.com 

Receive a free Federal return if: 

Receive a free Federal return if: 


# 

Heuristic 

Level 

Observation 

l 

Match between 
system & real 
world 

3 

The word “Software” may not be globally recognized and appear too 
technical. Use the header to communicate what the user will do or complete 
on this page. 

2 

Flexibility & 
efficiency of use 

2 

If AGI is a requirement, provide a means for users to identify or confirm their 
AGI. Recommend using words like “income” to be more widely understood. 

3 

Aesthetic & 
minimalist design 

3 

Too much text that runs across the full-width of the page is unhelpful to 
users. There’s no logical flow or breakdown of the initial content. Difficult to 
scan the text, making it likely for users to miss key points, e.g. “military.” 

4 

Flexibility & 
efficiency of use; 
Aesthetic & 
minimalist design 

3 

“Free federal return” is bolded before the next sentence begins explaining 
state returns. This could be confusing to users. Difficult to scan section on 
states. Unclear which states have taxes and which cost money. 

5 

Match between 
system & real 
world 

3 

“Lookup Tool” button label is not task oriented or clear to users. Why should 
they click on it? Uncommon language and ask. Again, the word “software” 
unhelpful to users who do not know what that means. Better to use terms 
like “website” or “online form.” 

6 

Help & 

documentation 

3 

Should help users determine whether to use tool or browse through the 
offers themselves? The way it’s written now does not help the user to 
understand if it will help them accomplish the task at hand. Depending on 
the size of the screen, users cannot see the “Free File Software Offers” above 
the fold, especially on a mobile device. 


MITRE 1 24 1 
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Free File Software Offers (2/2) 

Free File Software Offers 


If your adjusted gross income was $66,000 or less, you will find one or more free software options only available through Free File at IRS.gov. 
Review each company's offer to make sure you qualify for your free federal return. 

Some companies offer free state tax returns; some charge a fee. For more information, see software offers below and detailed information on 
company websites. The following states provide a free state tax return in partnership with private software companies via the Free File Alliance: 
AR, AZ, DC, GA, IA, ID, IN, KY, MA, Ml, MN, MO, MS, MT, NC, ND, NY, OR, Rl, SC, VA, VT, WV. Most of the tax software companies below provide a free 
federal return to active military personnel with an AGI of $66,000 or less. 

Browse the list of software offers below or use our tool. 



0 Free File Software Lookup Tool 

Need help choosing Free File Software? Answer a few simple questions on income, age, state residence and more to find out which 
Free File software you can use. 


LOOKUP TOOL 


8 


Free File Software Offers 


eSmart Free File Edition 


esTaxReturnxom 


Page fold— 


Receive a free Federal return if: 

• Your Adjusted Gross Income is $66,000 or less, AND your age is 
S3 or younger, OR 

• Free for Active Military for Adjusted Gross Income of $66,000 
or less 

H&R Block’s Fret File 

Receive a free Federal return if: 

• Your Adjusted Gross Income is $66,000 or less, AND your age is 
between 17 and 51, OR 

• You are eligible for the Earned Income Tax Credit, OR 

• Free for Active Military for Adjusted Gross Income of $66,000 
or less 

• Available for foreign address filers 

• Free for any state return if you qualify for the federal return 


Receive a free Federal return if: 

• Your Adjusted Gross Income is $66,000 or less, AND you live in 
^ anyof these states. AL.^AR, AZ^A, COGA, IULA. MA^MD.^JL 

MO, MS, NC, NJ, NY, OH, PA, SC, VA or Wl, AND 

• Any Age 


9 


MaxSlayer 

Receive a free Federal return if: 

• Your Adjusted Gross Income is $66,000 or less AND your age is 
50 or younger 

• Available for foreign address filers 

• Free for some state returns if you qualify for the federal return 


* 


# 

Heuristic 

Level 

Observation 

7 

Diagnose & 
recover from 

errors 

3 

No linkto tillable forms if the user realizes their income makes them 
ineligible for the Free File Software Offers. The only option is to click the 
back button. 

Match between 

8 system & real 
world 

3 

The links to software offers do not indicate that they will navigate the user 
to an external site. Consider including logos, open in new window icon, or 
other design element to differentiate it from other links throughout IRS.gov. 

9 

Flexibility & 
efficiency of use; 
Aesthetic & 
minimalist 
design; 

Consistency and 
standards 

2 

Bulleted text explaining qualifications for each offering does not follow best 
practice guidance. Makes it very difficult for user to scan the options. 

The boxes contain inconsistent information, making the user wonder why 
the parameters are not the same for all the vendors. 


MITRE 


25 | 
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Free File Software Lookup Tool (1/3) 


An official wctmtc ol the United States government 


SIRS 

Free File Software Offers 


Free File Software Lookup Tool 




Complete the answers to determine what Free File software is available for you. If you cannot answer the questions, you may want to view the 
complete Free File Software Offers and services provided. 


All fields with * are required. 



Eligibility Verification 


What is your age?* 


What is your estimated 2018 Adjy: 



O No 


Oid you or your spouse receive militar y pay in 2018?* 

O Y«s 
O No 


5 


If you need to prepare and e-file a free state return r please select your 
state, otherwise click continue. 

Select State v 



CONTINUE 


# 

Heuristic 

Level 

Observation 

1 

Match between 
system & real 
world 

3 

While “Eligibility Verification” is task-oriented language, it is not plain language 
that clearly describes what the user is looking to do on this page. Confusing to 
users that the tool is “verifying” them, rather than helping them select one of 
the providers. 

2 

Match between 
system & real 
world 

3 

The “Continue” button makes it seem as though there are more pages to the 
form. Users may be more willingto fill out the form if they know it is the only 
page, e.g. using terms like “Finish” or “Submit.” 

3 

Error 

Prevention; 

Help& 

Documentation 

3 

’’Adjusted Gross Income” and ’’Earned Income Tax Credit” are difficult terms 
forthe novice taxpayerto understand. Consider asking in plain language or 
giving them more pointers on how to calculate. 

4 

Help& 

Documentation; 
Error Prevention 

2 

Selecting residence for your tax return is confusing - if the user has lived in 
more than one place, which one should they select? Listing it as “primary 
residence from month year - month year” would be easier to understand for 
novice taxpayers. 

5 

Help& 

Documentation; 
Error Prevention 

2 

Some states are missing from the dropdown list because they don’t have state 
taxes, but that is not explained to the user. Recommend explaining the 
omitted states and/or link to the primary residence question. 
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Free File Software Lookup Tool (2/3) 


2018 Adjusted Gross Income (AGI) * 

Adjusted gross income is defined as gross income minus adjustments to income. If your income (e.g., 
change in job) or personal circumstances (e.g., change in marital status) did not change from last 
year, we suggest you refer to your 2017 federal income tax return to get a quick estimate of your 2018 
AGI. On your 2017 federal tax return, please refer to: 

• Line 4 if you filed a Form 1040EZ 

• line 21 if you filed a Form 1040A 

• Line 37 if you filed a Form 1040 

Important Reminder: if your filing status was single on your 2017 tax return and you plan to file a 
joint return for 2018, then add your spouse's 2017 AGI to yours when estimating your 2018 AGI. 

For more details, see the Instructions for Form 1040 or you may want to refer to the Form 1040. 


Age 

Use your age as of December 31,2018. 


If you are married filing jointly, fill in the age for the primary taxpayer or the first person listed at the 
top of your tax return. 



Residence 


Select the state, U.S. possession or Military APO/DPO/FPO that you will include on your federal 
income tax return. 


. 


Earned Income Tax Credit (EITC) x 

The Earned Income Tax Credit (EITC) is a refundable tax credit for low to moderate income working 
individuals and families. Taxpayers who earned less than $54,884 in 2018 may qualify for EITC. 

Earned Income and adjusted gross income (AGI) must each be less than: 

• $49,194 ($54,884 for married filing jointly) with three or more qualifying children 

• $45,802 ($51,492 for married filing jointly) with two qualifying children 

• $40,320 ($46,010 for married filing jointly) with one qualifying child 

• $15,270 ($20,950 for married filing jointly) with no qualifying children 

Use the IRS.gov EITC Assistant to see if you qualify. Taxpayers must file a federal income tax return, 
even if they are not required to file, and claim the credit to receive it. Some states have a similar 
credit. For additional information about the Earned income Tax Credit (EITC), search IRS.gov for EITC 
Questions and Answers. 



Military 


Any armed forces, federal reservist and National Guard personnel whose AGI is $66,000 or less are 
eligible for Free File. Veterans and retirees are not automatically eligible. You or your spouse must 
have a 2018 Form W2, Wage and Tax Statement, from a branch of the military services. 



Select the state if you want to use the same company to prepare and e-file your state return for FREE 
as you plan to use for your federal return. Free File Inc. member companies have indicated they will 
provide free state tax return services to any state listed here, all of whom have agreed to Free File 
program rules. 

If you do not want to file your state return through this program or if you do not have a state income 
tax filing requirement, then skip this question. 

Seven states do not have a tax on wages: Alaska, Florida, Nevada, South Dakota, Texas, Washington, 
and Wyoming. Filings of State returns are not available for these seven states through the Free File 
program. 

Note: Fees for state tax returns may apply; however, some companies offer Free File state tax return 
preparation and e-filing. 


# 

Heuristic 

Level 

Observation 

1 

Help & 

documentation; 
Error prevention 

2 

Defining AGI is unhelpful when it’s still in terms that are used in the 
definition. Provide help for how to calculate AGI for those that do not have 
their prioryeartax return on hand or if their AGI has changed significantly. 

2 

Help & 

documentation; 
Match between 
system & real 
world; Error 
prevention 

4 

Unlikely that users would click on “Age” for a definition as they know how 
old they are. “Birthday” would be a better prompt to allow the system to 
calculate their age on a given date. Given this is a short description, 
recommend a more descriptive question on the form and changing the help 
text box for those filing jointly. 

3 

Help & 

documentation; 
Error prevention 

3 

Recommend a more descriptive prompt (e.g. primary residence) to reduce 
the need for the user to click on the help text. 

4 

Help & 

documentation; 
Flexibility & 
efficiency of use; 
Error prevention 

2 

Directing the user to the IRS.gov EITC Assistant to see if they qualify is good 
to include but takes them out of the process of filling out the form and 
makes the process longer than it is. Therefore, the brevity of the form is 
misleading. Can this assistant be incorporated into the form they’re 
currently filling out? Also, the individual bullet points each hold too much 
information and are hard to sort through. 

5 

Help & 

documentation; 
Error prevention 

4 

A lot of text not described in plain language. “Taxon wages” is inconsistent 
with “file your state tax return.” Why wouldn’t the user want to file their 
state return with the same company? Provide explanatory text about the 
benefits/disadvantages if there are any. 
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Free File Software Lookup Tool (3/3) 


SSIRS 


Free File Software Offers 


Free File Software Lookup Tool Results 

Based on the information you provided, you are eligible to use Free File software to file your federal and state taxes for free. You may pick from 
either Free Federal and State Return Options or Free Federal Return Only Options. Review the Free File software options and pick the option 
that’s best for you. To view the list of forms and schedules, customer support, and other services, go to the company’s website for more 
information. I 


You qualify for the Free File software options below. 

Free Federal and State Return 
Options: 

• Online Ta x e s atOLTc om 


Free Federal Return Only Options: 


FreeTax Returns.com 

1Q4QNQW.NET 

FileYourTaxes.CQm 

ezTaxReturn.com 


# 

Heuristic 

Level 

Observation 

1 

Help& 

documentation 

3 

The Lookup Tool Results still requires additional research to understand the 
different vendors. Why would you click on the ones on the left vs. the right? 

How can a user differentiate among the “Free Federal Return Only Options” 
section? 

2 

Help& 

documentation 

4 

Large block of text at top of screen does not provide helpful information; it 
simply repeats the options and instructs the user to find more information by 
navigating to the links provided. Recommend making top text larger, simpler, 
and clearer to direct users to browse the offerings available on the providers’ 
websites. 

3 

Match between 
system & real 
world 

3 

The blue links appear in the same style as the rest of the IRS.gov site, making it 
seem like the user will be navigating within IRS.gov. No inclusion of logos to 
show the credibility of these out-sourced providers. Recommend providing 
logos for each of the results to show credibility and communicate that the user 
will be navigated away from the page. Recommend opening the software in a 
new browser window. 

4 

Flexibility & 
efficiency of use 

3 

There is no way for the user to go back to the Free File page, look at tillable 
forms, or browse the rest of the offerings from here. The only option they have 
is to use the back button navigation or go to one of the sites provided. 
Recommend providing links back to other IRS.gov pages (e.g. tillable forms, 
IRS.gov home, browse all FF offerings). Recommend updatingto the new 

Online Design Guide style so that users may access key pages of IRS.gov. 

5 

Match between 
system & real 
world 

4 

The word “Qualify” may be misleading in this situation, as the software will 
require you to enter your information and officially qualify with them. 
Recommend including disclaimer that the software does not verify your 
details. 
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Free File Marketing 

Communications 

Review 



v ? 


Note: this section is not evaluated based on the heuristics 
of the previous sections, as the materials reviewed are 
appearing in familiar spaces to users (Twitter, Instagram, 
etc.). The updates themselves are user-friendly, but the 
messaging communicated in the marketing materials could 
be improved for clarity and consistency. 
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Free File Social Media (January-April 2019) 

Twitter 



IRS @IRSnews 08/04/2019, 11:01 AM 

#IRSFreeFile is now more taxpayer-friendly than ever, and now the option 
s include free tax software in Spanish. #IRS See ow.fy/qMwD30omy9D pi 
c twitter. com/Q M m6m VQisF 



IRS Free File is an 
easy and safe way to 
file a tax return 
for free. 

And now there's an 
also option available to 
you in Spanish. 


Mismatched fonts and styles make these Tweets 
appear fake. Using consistent branding with the 
IRS.gov website will increase credibility. The 
font and color used for the chat bubble could be 
construed as stereotypical to the Latino 
community. Using the term “software” might be 
confusing for some who are not as tech-savvy. 



IRS QIRSoews 15/04/2019, 5:30 PM 

#IRSFreeFile is now also available in Spanish. The program offers eligiW 
e taxpayers software to help them navigate tax law changes and efile. #IR 
S irs.gov/freefile pic.twitter.com/5UtpyLSt0c 



Are you using 
IRS Free File? 


Take advantage of free 
software to help you 
navigate the tax law changes 
and efile. 


OURS www.irs.gov/freefile 


Caption does not match the image provided. 
The eye will be drawn to the woman in uniform; 
the caption and information attached should 
answer how people in uniform can benefit from 
Free File. Using the term “software” and “efile” 
might be confusing for some who are not tech- 
savvy. 



IRS en Espanol tJIRSenEspanol 04/12/2019 7:01 AM 

La forma mas rapida y facil de obtener una prorroga de presentacio 
n de impuestos al #IRS es a traves de #IRSFreeFile en irs.gov/freefi 
le pic.twitter.com/l4GdtK9RiW 




Si no puede declarar 
sus impuestos para el 
IS de abril, solicite 
gratis una prorroga 
de seis meses con 
Free File del IRS 


Mismatched fonts and styles make these Tweets 
appear fake. Recommend taxpayers who need 
an extension go to a different page than the Free 
File landing page orthey will be confused. 


MITRE 



Number of 

Tweets 

Impressions 

Engagemen 

ts 

URL Clicks 

@IRSNews 

73 

770,468 

4,532 

1,052 

@IRSenEspan 

34 

21,149 

237 

33 
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Free File Social Media (January-April 2019) 

Facebook& Linkedln 



in 


Platform 

Number of Posts 

Facebook- Cooperate 

12 

Espanol 

3 

Linkedln 

2 


Internal Revenue Service 
05April 2010. 8:04AM 


Graphics attached to Facebook and Linkedln ads do 
attract more page views, but these all look like they 
were made by different companies. Recommend using 
a consistent style guide and color scheme to remain 
consistent and instantly recognizable across a users’ 
feed. 


Can't pay #IRS the full amount owed in tax? Pay as much as you can by 4/15 
and be sure to file a return or request an extension to reduce penalties & 
interests. See www.irs.gov/freefile #IRSFreeFile 



Some of the terms used here are too 
confusing for novice taxpayers. 
Recommend using more plain language. 


© 


IRS shared a photo 

11 J*ou»ry 2016 1 OOfM 


#IRSFre«File is now more taxpayer friendly than ever, and the income limitation 
of $66,000 or less means 100 mrilion taxpayers are eligiWe to use the free tax 
software Leam more and acces the options now available at 
httpsV/go usa.gov/xEbGQ #IRS 



IRS Free File 

now available through your smart phone 
to prepare and file your federal tax return. 


Beware 
advertising 
the mobile 
version for 
sites when 
some of the 
Free File 
providers are 
not mobile- 
optimized. 


Need more time to file your fax return? 

* www.irs.gov/treetile 





pirs 


Bobae Sun and 3 other 



IRS shared a photo 

05 April 2016. 11:00AM 


This seems to 

be the only ad 

describingthe 

eligibility 

requirements 

for the Free File 

program. 


IRS en Espanol shared a photo 

15 April 2010. 500PM 


#lRSFreeFile es una manera faal y rapida de presentar una declaracion de 
impuestos grads. Y si prefiere hacer su declaracion de impuestos en espanol. 
ahora hay una op cion disponible para usted: httpY/www irs gov/freefile #IRS 



Can’t pay #IRS the full amount owed in tax? Pay as much as you can by 4/15 
and be sure to file a return or request an extension to reduce penalties & 
interests. See www.irs.gov/freefile #IRSFreeFile 



Barbara Acebal and 4 other 


IRS en Espanol shared a photo 
Ijjgf 15 April 2016.400PM 


La forma mas rapida y facil de obtener una prorroga de presentation de 
impuestos ai tHRS es a traves de fflRSFreeFiie en http://www.ifs.gov/freefile 



Caro C. Vila and 2 other 


It is misleading to connect the three advertisements offering an extension to the Free 
File program. Should the user seeking an extension be navigated elsewhere? Will 
going to the Free File page confuse them? What if they are not eligible for Free File? 
Will they still be able to get an extension on this page if they are not eligible? 
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File a Free File Extension 

IRS.gov/freefile 


Many of the messaging materials promote filing an extension through Free File. 
Unlikely that users directed to this page from an “extension” advertisement would 
scroll all the way down to find this link. 



SIRS 

\ 

> 


Help 1 News 1 1 

.anguage v |[ Charities & Nonprofits | [ Tax Pros 



File 

Pay 

Refunds 

Credits & Deductions 

Forms & Instructions 


Home > File > Individuals > How to File > Free File: Do Your Federal Taxes for Free 

Free File: Do Your Federal Taxes for Free 


English | Es panol | | | P yccxHft | TiengViet 


Page fold 


Individuals 

How to File 

Determine Filing Status 
Free File 
e-File Options 
Mailing Addresses 
When to File 
Where to File 
Your Information 

Employees 

Parents 

Military 

Seniors & Retirees 

International Taxpayers 


Q Free File is open for business! 

Click the Start Free File Now button to file your FREE federal return. Also available in Es panol! 
The new tax law may affect your tax return. Review U 


Welcome to Free File, where you can prepare and file your federal individual income tax return for free using tax-preparation- 
and-filing software. 

Let Free File do the hard work for you with brand-name software or Free File Fillable Forms. 


Choose a Free File option based on your income: 


Income below $66,000 
FTfeeTTle^bftWcirF" ~ 


• File your taxes with free, easy to use software 

• Free state return options are available 



state return options 


Start Free File Now 


Free File Software Topics 



• WhaiYQM N eed.lQ.Gei.Slangd 

• How 1 q Validate Your Return 



Businesses and Self-Employed 
Government Entities 


Income above $66,000 
Free File Fillable Forms 

• Must know how to do your taxes yourself 

• Does math; offers only basic guidance 

• You must have your 2017 tax return 

• State tax prep is not available 


Start Fillable Forms Now 


Free File Fillable Forms Topics 

• Available Forms 

• Minimum Computer Requirements 

• Military & Forei g n Addresses 

• User' s G ui de 

• H£lR 



Poge Last Reviewed or Updated: 24-Jun-2019 


Share 


& Print 


aiRs 




ROlDinO^ 


MITRE*” 

About IRS 

Know Your Rights 

Taxpayer Bill of Rights 

Resolve an Issue 

Respond to a Notice 

Other Languages 

Espanol 

Related Sites 

U.S. Treasury 

1 32 | 
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Free File Social Media (January-April 2019) 

Instagram 




■i\'' nwm O No n necesario romperse 
H coco m el boHillo La mayoria de 
personas puede preparar y presentar 
sus impuestos gratis usando H mismo 
software de marca de venta en el 
mercado usando el program* Free Fie 
del IRS. 

•IRS »Lax *taxes •impuestos *coco 
•coconut •FreeFilc •WingSeason 
•TaxScason 


9 Q il P 

SI likes 

log in to like or comment 


Stock photo of coconuts does not tell the user 
what they’re looking at or what information is 
being communicated. 



irsnews O • Follow ••• | 


irsnews O Some things, like eating 
mangos or filing taxes are really not 
as challenging as they may seem. The 
easiest way to avoid tax filing errors is 
to e-file. Tax software guides you 
through the process and does all the 
math. And most people qualify for a 
free option with Free File. 

•IRS »tax •taxes •TaxSeason •Mango 
•FilingSeason •Efile 


9 Q A R 

1,514 views 


rjiRs 

Mismatch between the video and the caption. 
Mangoes and taxes do not go together. Unlikely 
people will read the caption all the way through if 
not grabbed by image. 



m 


irsnews O • l ollow 


m 


irsnews O Attention all taxpayers: If 
you want your *tax refund to reach its 
final destination faster, combine e-file 
with direct deposit Click the link in 
our bio to get started. 

•IRS »taxes *taxrefund *taxseason 
•refund *efile •freefile 
•biackandwhite •money 


Qf 

HttRS 


<2 Q iL 

79 likes 


www.irs. gov/ refunds 


p 


This is not an advertisement specific to the Free 
File program - neither image, link or caption. 
Image gives the impression of something relating 
to travel. 
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irsnews O • Follow 


. irsnews O Filing »taxes electronically 
ni*v is safe, fast and easy. And if you 

qualify for *IRS Free File, preparing 
and filing your *tax return will cost 
you 0000. Follow the link in our bio to 
get started. 

•taxseason •taxes *binarycode 
•green 


9 Q d R 

63 likes 

Log in to like or comment 


Images appears to be very tech-y and may turn 
people away who are not familiar with this code. 



irsnews O . Follow 


jjBb irsnews ODidritffle a *tax return by 

W April 15? You can sti* find help a hop. 
skip and jump away. Tools like the 
Interactive Tax Assistant and programs 
like Free File are still available on the 
•IRS site. 

•bunny ‘taxes *blue 

9 

9 Q A P 


746 views 


log in to like or comment. 



irsnews © . Follow 


> j(i* irsnews O You and 70% of US. 

‘A’lV #sweethearts may qualify to use «IRS 
Free File - free »tax prep software. 
Now, that s sweet! Check the link in 
our bio to learn if you qualify. 

Happy *valentinesday2019 
•taxes •freefile *taxseason 
•AvoidtheRush •money 


9 Q A P 

111 likes 

log in to like or comment 


Topical announcements relating to Valentine’s Day and Easter are bound to attract more traffic. These 
are some of the better Instagram advertisements. 
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Free File news releases, tax tips and fact sheets (1/3) 0 - 

1. Get Ready for Taxes: Learn how the new tax law affects tax returns next year ^- 

IR-2018- 209, Oct. 30,2018 — The IRS today advised taxpayers about steps they can take now to ensure 
smooth processing of their 2018 tax return and avoid surprises when they file next year. 

2. Get Ready for Taxes: Many options available for preparing a 2018 tax return 

IR-2018-234, November 28,2018 — The IRS is advising taxpayers that now is a good time to decide how 
to prepare and file their 2018 tax return. 

3. Get Ready for Taxes: Tax reform changes likely to reduce number of taxpayers who itemize 
IR-2018-230, November 21,2018 — The IRS today advised taxpayers that the doubling of the standard 
deduction due to tax law changes is likely to reduce the number of taxpayers who normally itemize. 

4. IRS. Free File Alliance announce changes to improve program: Improved taxpayer options available for 

2019 Free File program 

IR-2018-213, November 2,2018 — The Internal Revenue Service announced today an agreement with 
the Free File Alliance that will strengthen and expand taxpayer options for people choosing to use the 
free online software program during the 2019 filing season. 

5. IRS Free File opens today in advance of tax season 

IR-2019-02, January 11,2019 — An improved version of IRS Free File begins its 17th filing season today 
as a dozen private-sector partners offer their brand-name products to help eligible taxpayers navigate 
the new tax reform law and electronically prepare their tax returns. 

6. IRS operations during the appropriations lapse 

January 15,2019 — Due to the lapse in appropriations, most IRS operations are closed duringthe 
shutdown. An IRS-wide furlough began on December 22,2018, that affects many operations. 

7. IRS waives penalty for many whose tax withholding and estimated tax payments fell short in 2018 

IR-2019-03, January 16,2019 — The Internal Revenue Service announced today that it is waiving the 
estimated tax penalty for many taxpayers whose 2018 federal income tax withholding and estimated 
tax payments fell short of their total tax liability for the year. 

8. EITC Awareness Day reminds taxpayers to look into valuable credit: Volunteers available to help 

IR-2019-06, January 25,2019 — With today marking national EITC Awareness Day, the Internal 
Revenue Service wants to remind workers about the Earned Income Tax Credit and to correctly claim 
this important credit if they qualify 

9. IRS kicks off 2019 tax-filing season as tax agency reopens: Use IRS.gov to avoid phone delays 

IR-2019-07, January 28,2019 — The IRS successfully opened the 2019 tax-filing season today as the 
agency started accepting and processing federal tax returns for tax year 2018. 

10. IRS.gov is the first place to go for tax help 
Tax Tip 2019-02, January 30,2019 

11. Here’s what taxpayers should consider when determining if they need to file 

Tax Tip 2019-03, January 31,2019 

12. Avoid the rush over Presidents Day holiday: online tools, resources can help 

IR-2019-10, February 11,2019 — With a new tax law in effect and a surge of tax returns expected during 
the Presidents Day weekend, the IRS is offering taxpayers several tips and various time-saving 
resources to get them the help they need quickly and easily. 
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Free File news releases, tax tips and fact sheets (1/3) 


(VSAAAA 


— □ 




IRS kick* off 2019 tax-filing Mason as tax agancy reopens; Use IRS.gov to 
avoid phone delays 


)**; to* Uap«y»<Y flto, ?*•« FH* 


ftloit rvfvr*4« 2! dayK IITCiACTC rt*gn4« iMrttaf JT 


Limited Operations During the Appropriations Lapse 

Automated applications. IRS.gov and many automated applications remain available, including such things as Where's My 
Refund, the IRS2go phone app and online payment agreements. 

Telephones. Limited live telephone customer service assistance is available. Due to the heavier call volume, taxpayers should 
be prepared for longer wait times. Automated toll-free telephone applications will remain operational. The IRS encourages 
people to use IRS.gov for information. 

In-person service. IRS walk-in taxpayer assistance centers (TACs) are closed. That means those offices are unable to handle 
large cash payments or assist identity theft victims required to visit an IRS office to establish their identity. In-person assistance 
will not be available for taxpayers experiencing a hardship. 

Taxpayer appointments. While the government is closed, people with appointments related to examinations (audits), 
collection, Appeals or Taxpayer Advocate cases should assume their meetings are cancelled. IRS personnel will reschedule 
those meetings at a later date, when the IRS reopens. 

Taxpayer correspondence. While able to receive mail, the IRS will be responding to paper correspondence to only a very 
limited degree during this lapse period. Taxpayers who mail in correspondence to the IRS during this period should expect a 
lengthy delay for a response after the IRS reopens due to a growing correspondence backlog. 


General observations 

Many of these press releases are long articles that are 
challenging to skim, use a lot of jargon, and are not 
interesting to look at. Unlikely that taxpayers will read 
through the entire article unless the immediately 
understand the impact on them. 

Oftentimes, Free File is not mentioned until below the 
fold, making it unlikely that the reader will get that far. 

As mentioned on some social media postings, “Taxpayers 
.. .can file using free brand-name tax software” is not very 
clear to people who are not tech-savvy. Important to 
explain to users that these providers walk you through 
the tax filing process completely online for free. 


Recommend the following: 

• Including images to draw 
attention 

• Creating infographics or guides 
that help people understand 
the impact of the article 

• Using numbered lists and 
breaking up the paragraphs of 
texts with headers 

• When text is broken up, 
the headers do not 
communicate enough 
information 

When an article talks about 
Free File, explain the program 
at the top of the article so 
people know whether it applies 
to them or not 


Taxpayers can file for free. Join the millions of Americans who safely file their taxes and save money using IRS Free File. 

Seventy percent of the nation’s taxpayers are eligible for IRS Free File . The IRS’s commercial partners offer free brand-name 
software to about 100 million individuals and families with incomes of $66,000 or less. Taxpayers who earned more can use Free 
File Fillable Forms. This option allows taxpayers to complete IRS forms electronically. It is best for those who are comfortable 
doing their own taxes. 

“It is best for those who are comfortable doing their own taxes.” 

Thinking that most people are not comfortable doing their own taxes. Unlikely that someone reading 
this who has never tried a Free File product before will click. Important to emphasize how easy it is to do 
your taxes yourself for free if you want people to take advantage of the offering. 
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Free File news releases, 


tax tips and fact sheets (2/3] 
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13. Presidents Day brings a surge of activity - avoid the rush 

Tax Tip 2019-09, February 14,2019 

14. Avoid the rush: Be prepared to validate identity if contacting the IRS 

IR-2019-16, February 14,2019 — The Internal Revenue Service today reminded taxpayers and tax 
professionals that they will be asked to verify their identities if they call the IRS 

15. EITC provides tax break for low to moderate income taxpayers 

Tax Tip 2019-10, February 19,2019 

16. Avoid the rush: Today marks busiest phone day of the year: check IRS.gov for answers to tax 

questions IR-2019-18. February 19,2019 — The Internal Revenue Service alerted taxpayers that 
today, the day after Presidents Day, marks the busiest period for calls to its toll-free help line. 

17. As the April tax deadline approaches, the IRS reminds members of the U. S. Armed Forces of special 

tax breaks, helpful resources 

IR-2019-51, March 20,2019 - The Internal Revenue Service today encouraged members of the 
military and their families to learn more about the special tax benefits available to them as the April 
15 tax filing season deadline approaches. 

18. IRS’ 2019 "Dirty Dozen" tax scams list highlights inflating deductions, credits 

IR-2019-36, March 12,2019 — The Internal Revenue Service today warned taxpayers to avoid falsely 
inflating deductions or credits on tax returns as part of its 2019 list of the “Dirty Dozen” tax scams 

19. Free File is growing: More people are filing their return for free 

IR-2019-40, March 13,2019 — More people are using the improved IRS Free File option to prepare 
and electronically file their returns for free, according to the Internal Revenue Service. 

20. Tax Time Guide: Free tax return help available in-person and online 

IR-2019-53, IR-2019-53, March 21,2019 — The Internal Revenue Service reminds taxpayers that free 
tax help is available at over 11,000 volunteer sites nationwide and online through IRS Free File. 

21. All taxpayers will file using 2018 Form 1040: Forms 1040-A and 1040-EZ no longer available 

Tax Tip 2019-29, March 25,2019 

22. Tax Time Guide: Tax help is just a click away on IRS.gov 

IR-2019-56, March 26,2019 — The Internal Revenue Service reported that there were more than 585 
million visits to IRS.gov by taxpayers finding answers to tax questions, e-filing tax returns and 
checking on their tax refunds in 2018. 

23. Some people get more time to file without asking: Anyone else can request an automatic extension 

IR-2019-73, April 12,2019 — Anyone can request an automatic tax-filing extension, but some people 
get extra time without asking, according to the IRS. 
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Free File news releases, tax tips and fact sheets (2/3) 





Go online 

IRS.gov has several online tools to help taxpayers get fast answers to common tax questions: 

• Free File 

• Interactive Tax Assistant 

• Tax Topics 

• Frequently Asked Questions 

• Tax Trails 

• IRS Tax Ma p 

• Pa yments 


Telling users to “Go Online” when they are 
reading the press release online is confusing and 
unhelpful. Use more specific language in the 
header to encourage users to click on the 
resources below. “Free File” as a link will not be 
meaningful to someone who has never heard of 
it before. 


Calling Free File a “DIY” program makes it 
sound difficult, immature, and time- 
consuming. The providers all walk you 
through step-by-step and the process is 
easy once you get started. Recommend 
explainingthat, especially for those who do 
not have the time to spend hours on taxes. 

Free DIY tax preparation 

The IRS Free File prog ram, available only through IRS.gov, offers 70 percent of all taxpa 
preparation software packages to use at no cost. The software does all the work of find 
for which the taxpayer qualifies. It is free for those who earned $66,000 or less in 2018. 
free state tax returns. 

Taxpayers who earned more than $66,000 in 2018 and are comfortable preparing their 
Forms . This electronic version of paper IRS tax forms is also used to file tax returns onli 


Everyone else 

Taxpayers who don’t qualify for any of these three special situations can still get more time to file by submitting a request for an 
automatic extension of time to file. This will extend their deadline to file until Oct. 15,2019. However, their tax payments are still 
due by the April due date. 

An easy way to get the extra time is through Free File on IRS.gov. In a matter of minutes, anyone, regardless of income, can use 
this free service to electronically request an extension on Form 4868 . To get the extension, taxpayers must estimate their tax 
liability on this form. 

Time extension and Free File is confusing. Do you need to fill out a separate form? Or 
do you fill out the form in the Free File software provider for the extension? 


Confirming third-party authorizations during calls 

By law, IRS telephone assistors will only speak with the taxpayer or to the taxpayer’s legall y desi g nated representative . 


If taxpayers or tax professionals are calling about a third party’s account, they should be prepared to verify their identities and 
provide information about the third party they are representing. Before calling about a third-party, be sure to have the 
following information available: 


• Verbal or written authorization from the third-party to discuss the account 

• The ability to verify the taxpayer’s name, SSN/ITIN, tax period, and tax form(s) filed 

• Preparer Tax Identification Number (PUN), or PIN if a third-party designee 

• A current, completed and signed Form 8821. Tax Information Authorization or 

• A completed and signed Form 2848 . Power of Attorney and Declaration of Representative 

Questions regarding a deceased taxpayer require different steps. Be prepared to fax: 

• The deceased taxpayer's death certificate, and 

• Either copies of Letters Testamentary approved by the court, or IRS Form 56 . Notice Concerning Fiduciary 
estate executors) 


Referring to forms and publications 
by long number codes will be 
confusing to users and not tell them 
enough information to click on the 
link. Recommend linking directly to 
the title of the article and explaining 
what they can find there. 


Alternatives for faster answers 


The IRS offers a variety of online tools to help taxpayers answer common tax questions. For example, taxpayers can search the 
Interactive Tax Assistant . Tax Topics. Frequently Asked Questions. Tax Trails and the IRS Tax Ma p to get faster answers. 

Taxpayers wanting more information about the Tax Cuts and Jobs Act should review: Publication 5307. Tax Reform: Basics for 
Individuals and Families, or Publication 5318 . Tax Reform What’s New for Your Business. 

Some taxpayers also make in-person monthly or quarterly tax payments. Those payments can be made online by using IRS 
Direct Pa y or through the Electronic Federal Tax Payment System . Taxpayers seeking free tax preparation assistance should 
explore the Volunteer Income Tax Assistance (VITA) Program for in-person help or IRS Free File if they want to prepare their 
return themselves. The IRS Services Guide links to many IRS online services. 

The quickest way to check the status of a tax refund is to go to ' Where’s My Refund? * or call 800-829-1954 for automated phone 
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24. With the filing deadline close, here’s why taxpayers should e-file 

Tax Tip 2019-34, April 2,2019 

25. IRS reminds those with foreign assets of annual April 15 FBAR deadline 

IR-2019-63, April 4,2019 — The Internal Revenue Service today reminded U.S. citizens and resident 
aliens, including those with dual citizenship, that if they have a foreign bank or financial account, April 
15,2019, is the deadline to file their annual Report of Foreign Bank and Financial Accounts (FBAR). 

26. Free tax help available in-person and online 
Tax Tip 2019-37, April 8,2019 

27. IRS: Rushing to file taxes can result in errors, use e-file, file extension if needed 

IR-2019-65, April 8,2019 — As the April tax-filing deadline nears, many taxpayers may rush to finish 
their tax returns or find they need extra time to get them done. 

28. IRS.gov: Best place to get last-minute tax tips and resources 

IR-2019-67, April 9,2019 - With just days remaining before the federal tax-filing deadline, the Internal 
Revenue Service reminds taxpayers they have a variety of options to get help preparing and filing their 
tax returns on IRS.gov 

29. Taxpayers can get faster tax refunds with Direct Deposit 

IR-2019-69, April 10,2019 — With the tax deadline nearly here, the Internal Revenue Service 
encourages all taxpayers to join the 80 percent of filers who choose Direct Deposit to get their tax 
refund faster. 

30. With tax-filing deadline nearing. IRS savs about 50 million still need to file 

IR-2019-72, April 12,2019 — With the April tax-filing deadline just days away, the Internal Revenue 
Service reminds the 50 million taxpayers who have yet to file their tax returns that there are a variety 
of options to help them in the final days of tax-filing season. 

31. Here’s how taxpayers can file an extension for more time to file their federal taxes 

Tax Tip 2019-41, April 15,2019 

32. IRS provides tips for last-minute filers: resources for extensions, payments and installment 

agreements IR-2019-74. April 15,2019 — As the tax-filing deadline fast approaches, the IRS is 
reminding taxpayers who have yet to file their tax returns that there are a variety of options to help 
them. 

33. Extension filers should avoid these errors when filing their tax return 

Tax Tip 2019-43, April 17,2019 

34. What are the benefits of filing and paving mv taxes on time? IRS options can help 

FS 2019-5, April 2019 — The IRS reminds taxpayers about the importance of timely filing and paying 
their taxes, and that there are several options available to help people having trouble paying. 

35. For those who missed the tax-filing deadline. IRS savs file now to avoid bigger bill 

IR-2019-81, April 29,2019 — While the federal income tax-filing deadline has passed for most people, 
there are some taxpayers who have not yet filed their tax returns. 

36. IRS.gov is the first place to go for answers to tax questions 

Tax Tip 2019-50, April 30,2019 
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Here are the top six reasons why taxpayers should file electronically in 2019: 

It’s accurate and easy. 

E-file helps taxpayers avoid mistakes, such as a transposed Social Security number. Taxpayers who e-File receive an 
acknowledgement from the IRS within minutes, telling them their return has been accepted. If a return is rejected, the 
acknowledgement will detail why the IRS rejected the tax return. 

It’s secure. 

E-file meets strict security guidelines. It uses modern encryption technology to protect tax returns. The IRS continues to work 
with states and tax industry leaders to protect tax returns from tax-related identity theft. This effort has helped put strong 
safeguards in place to make electronic tax filing a safe and secure option. 

It’s convenient. 

Taxpayers can buy commercial tax software to e-file right from their home computer. They can also ask their tax preparer to e- 
file their tax return. 

It means faster refunds. 

When taxpayers e-File and use direct deposit for their refund, they can get their money in less than 21 days in most cases. On 
the other hand, if they mail a paper tax return to the IRS and request a refund check in the mail, it can take up to six weeks. Also, 
since e-Filed returns are generally more accurate, there probably won’t be additional delays. They delays can be caused when 
the IRS finds mistakes that must be fixed before the IRS can send a refund. 

It’s often free. 

Most taxpayers can e-file for free through IRS Free File. Free File is only available on IRS.gov. Some taxpayers may also qualify to 
have their taxes e-filed for free through IRS volunteer programs. Volunteer Income Tax Assistance offers free tax preparation to 
people who generally earned $55,000 or less. Tax Counseling for the Elderly generally helps people who are age 60 or older. 

It can be used whether a taxpayer is getting a refund or needs to make a payment. 

Taxpayers who owe taxes can e-File early and set up an automatic payment on any day until the April deadline. They can pay 
electronically from their bank account with IRS Direct Pay. Taxpayers can visit IRS.gov for information on other payment 
options. 


Consider numbering a list of reasons to mimic other popular content on the web. 


More than 70 percent of taxpayers qualify for free tax software through IRS Free File . This special service is available only on 
IRS.gov or through the IRS2Go mobile app. The app allows taxpayers to use a smartphone or tablet to prepare and file their tax 
returns Taxpayers can also use IRS2go to check their refund status, make a payment or access other helpful tools. 

This is the first time the IRS2Go mobile app has been mentioned. It does not appear anywhere on the 
Free File page. Confusing messagingon where the user should go. Talkingabout Free File being available 
on IRS.gov while the reader is on IRS.gov is also confusing. 
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FS 2019-5, April 2019 

The Internal Revenue Service reminds taxpayers about the importance of timely filing and paying their taxes, and that there are 
several options available to help people having trouble paying. 

Taxpayers should file on time, even if they can't pay the full amount due. Then, they should pay the rest as soon as they can. 
Remember, the sooner paid, the less owed. 

Benefits 

• Avoid added interest and penalties. 

• Avoid losing future refunds. Part or all of any refund is first used to pay any back taxes owed. 

• Safeguard credit If the IRS files a tax lien against a taxpayer, it could affect credit scores and make it harder to get a loan. 
Visit IRS.gov/pa yments to leam more about payment options. 


Here are important facts to know: 

1. Two penalties may apply. One penalty is for filing late and the other is for paying late. They can add up fast. Interest accrues 
on top of penalties. 

2. Late-filing penalty. If taxpayers file their 2018 tax return more than 60 days late, the minimum penalty is usually $210. If the 
tax owed is less than $210, it’s 100 percent of the unpaid tax. Otherwise, the penalty can be as much as 5 percent of the unpaid 
tax each month up to a maximum of 25 percent. There’s no penalty for filing late, if the taxpayers is due a refund. 

3. Late-payment penalty. The penalty is generally one-half-of-one percent—that is, 0.5 percent—of the unpaid tax per month. 

It can build up to as much as 25 percent of the unpaid tax. The penalty rate is cut in half for taxpayers who have a payment 
agreement with the IRS. In that case, it’s one-fourth-of-one percent—that is 0.25 percent—per month. 

4. Combined penalty per month. If both the late filing and late payment penalties apply, the maximum amount charged for 
the two penalties is 5 percent per month. 

5. Taxpayers should file on time, or request an extension, even if they can’t pay. Taxpayers should pay as soon as they can. 
The IRS e-file and Free File prog rams offer the fastest and easiest way to file. For 2018 returns, e-file and Free File will continue 
to be available until the fall of 2019. Be sure to keep a copy of tax returns. For those using a software product for the first time, 
they may need their Adjusted Gross Income (AGI) amount from their prior-year tax return to verify their identity. Learn more 
about how to verify identity and electronically sign tax returns at Validatin g Your Electronically Filed Tax Return . 

Consider a loan. For those who can’t pay in full, getting a loan or paying by credit card may be less expensive than owing the 
IRS. The IRS urges taxpayers to weigh their options and determine what is best for their personal financial situation. 

6. Payment options. Explore payment options at IRS. gov/ p a yments . IRS Direct Pay is a great option for those can pay part or all 
of what they owe. For individuals, IRS Direct Pa v offers a fast and free way to pay directly from a checking or savings account. 

For those who can’t pay right away, the IRS will work with them to resolve their tax debt. Most people qualify to set up a 
payment plan using the Online Payment A g reement tool on IRS.gov. Taxpayers owing $50,000 or less can usually set up a short¬ 
term payment plan or a monthly payment agreement for up to 72 months. 

7. Late payment penalty may not apply. For taxpayers who get a tax-filing extension and pay most of what they owe by the 
original deadline, they probably won’t owe a late-payment penalty. To qualify, request a 2018 extension by the April deadline 
and pay at least 90 percent of the total tax liability by that date. Then, file the 2018 tax return by Oct. 15,2019, and pay the rest 
of what is owed. Interest will still be due on any payment received after the April filing deadline. 

8. No penalty if reasonable cause. Taxpayers won’t have to pay the late-filing or late-payment penalty if they can show 
reasonable cause for not filing or paying on time. Alternatively, if they have filed and paid on time for the past few years, they 
may qualify for the First Time Abatement program. Visit IRS.gov for details. 

Article that claims to list “benefits” lists the amount of penalties that could be incurred for late 
payments. Negative and compliance-oriented language that is discouraging to taxpayers. 
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Design Alternative #1 



Free File Providers 


Browse through the Free File Providers' eligibility requirements to find the right one for you 
If you need help choosing, take a simple eligibly quiz to guide you 
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Design Alternative #2 


Free File Providers 

| XrJ ^ (https://appsirsgov/app/freeFile/ 
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